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Exhibit 14

Average Call Center Wait Times
Calendar 2022-2023
(in Minutes)

Source: Maryland Transportation Authority

During the last week in November, the wait time increased to 1:18:30 due to the impending
end of the program. To accommodate the last-minute rush, the MDTA board voted to expand the
program another two weeks, to December 15. There were minimal to no waits during the period
of the two-week extension, except for the last day, which averaged a wait time of 0:16:19. Staffing
at the call center has also greatly improved since the previous year, which saw a low of only
60 agents. From February 2022 to January 2023, the call center averaged 280 agents.

It is important to note that the Customer Assistance Plan did not forgive or waive the
original toll amount due, nor did it allow for reimbursement for customers who paid any civil
penalties prior to the start of the program. Customers who did not pay or postmark any outstanding
tolls prior to the conclusion of the program will be assessed the associated civil penalties.

MDTA engaged in an extensive public awareness campaign for the Customer Assistance

Plan to encourage customers to pay any outstanding tolls to avoid assessment of civil penalties.
These outreach efforts included:

] emails to all Maryland General Assembly members throughout the duration of the plan;
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° letters mailed to county and local officials in September 2022;
° discussion of the plan during MDOT statewide CTP tour meetings in fall 2022;

° approximately 1.3 million “act now” letters mailed to customers who had not made any
payments on outstanding toll debt during the period;

° news releases and email blasts and social media;

° a media campaign about the civil penalty grace period and available savings when
customers pay tolls prior to NOTD being mailed, which included billboards, radio ads,
print ads, and targeted digital ads in zip codes with the highest density of NOTDs;

° banners on the home page of MDTA and DriveEz MD webpages;
° a recording on the Interactive Voice Response call center system; and

° inserts included in mailed NOTDs.

As of February 9, 2023, $182 million in civil penalties were waived for approximately
837,000 drivers and businesses that paid their outstanding video tolls during the Customer
Assistance Plan period. These numbers may change as staff continues processing payments,
particularly mailed payments that were postmarked by the deadline.

Civil Penalties Paid in Error

Chapter 448 of 2022 required MDTA to reimburse customers who paid a civil penalty in
error during the Customer Assistance Plan. The agency identified 56,792 accounts that paid in
error and issued nearly $3.2million in reimbursements.

Customers eligible for reimbursement received communication describing the type of
reimbursement for which they qualified. Full reimbursements were provided to customers who
had paid a civil penalty and had no outstanding toll debt to MDTA. Partial reimbursements were
provided to customers who had outstanding toll debt. The reimbursement owed was applied to the
unpaid video tolls associated with the registered vehicle(s) on the account, and any remaining
reimbursement amount was provided to the customer. If a customer was due a reimbursement for
a civil penalty paid in error but the reimbursement amount was lower than outstanding tolls owed,
no reimbursement was issued, and the reimbursement due was instead applied to the outstanding
toll debt. The number of accounts that qualified for each type of reimbursement and the total
amount of reimbursements by method, is listed in Appendix 3.
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3. Future Uncertain for Op Lanes Maryland

The Op Lanes Maryland project seeks to relieve traffic congestion on the American Legion
Bridge and 1-270 by adding high-occupancy toll lanes to particularly congested areas while
keeping existing general purpose lanes free. The project, which was known as the 1-495 and 1-270
public-private partnership (P3) program prior to rebranding, is managed by MDTA.

In August 2022, the Federal Highway Administration issued the record of decision (ROD)
for the selected alternative — Phase 1 South, which provides for two high-occupancy toll lanes
from the George Washington Memorial Parkway in Virginia to the 1-370 interchange on 1-270 and
the replacement and expansion of the American Legion Bridge. Issuance of the ROD concluded
the environmental impact statement process for the first phase of the project and makes the project
eligible to receive federal support. In this year’s CTP, $240 million was added to this project across
all years for engineering for Phase 1 South.

The phase developer, Accelerate Maryland Partners (AMP), onboarded its construction
contractor in September 2022 and is completing predevelopment work and working with
MDOT/MDTA to finalize a committed section proposal for the final design, construction,
financing, operations, and maintenance of Phase 1 South. The current deadline for submission of
the proposal is March 21, 2023. After final acceptance by MDOT/MDTA of the committed section
proposal, the P3 agreement could then be submitted to the MDTA board for review and approval,
followed by submission first to the Comptroller, the State Treasurer, and the budget committees
for review and comment and then to the Board of Public Works for approval. The current
Administration will decide when, or even if, a P3 agreement will be submitted for review.

Unresolved issues related to the bid protest of the selection of AMP as the phase developer,
pieces of which are currently awaiting decisions by the Appellate Court of Maryland and the
Circuit Court for Montgomery County, may also affect how the project can move forward. MDTA
should comment on the future of the Op Lanes Maryland project and when a decision will
be made on the future of the project, given significant planned investments.
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Operating Budget Recommended Actions

1. Nonbudgeted.

PAYGO Budget Recommended Actions

1.  Nonbudgeted.
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Updates

1. Tolling Accuracy Report

The 2022 Joint Chairmen’s Report (JCR) requested information regarding the accuracy of
tolling equipment at MDTA facilities. Specifically, the report requested an accuracy study of
tolling facilities over a one-week period, in addition to details of any instances of overbilling, and
processes for addressing tolling issues.

The report includes results of a study of transactions occurring between
September 22 and 28, 2022. During the period, the agency processed 2.4 million trips in the
amount of $10.8 million, net of discounts. The study used industry standards approaches to
evaluate tolling accuracy, including system controls and sample transaction testing. The results
demonstrated accurate transactions and consistent patterns for all study areas at each MDTA
facility, showing that MDTA’s tolling equipment is performing accurately and meets or exceeds
industry standards.

System errors that do occur, while rare, include miscounting a vehicle’s number of axles,
not applying an applicable discount, processing a toll twice, or charging a toll to the wrong
customer. Customers that experience these errors can contact the MDTA call center to have the
issue rectified.

Several measures are in place to ensure tolling accuracy. MDTA’s systems have the
capability to scan both the transponder and license plate, providing cross-checks that are supported
by additional manual reviews. The tolling system also undergoes independent audits that
continually yield among the highest accuracy rates in the industry.

Errors may also arise from issues unrelated to the tolling system itself. Customers with
E-ZPass accounts may receive an image or video toll due to improper mounting of the transponder,
vehicle plates not linked with a customer’s E-ZPass account, or an E-ZPass account not having a
positive balance. MDTA makes information regarding resolution of these and other issues
available on the Drive EZ checklist and website. Customers can also work with live agents at the
customer service center from 7 a.m. to 8 p.m. on weekdays and 8 a.m. to 2 p.m. on Saturdays to
resolve any issues.
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Appendix 1
2022 Joint Chairmen’s Report Responses from Agency

The 2022 JCR requested that MDTA prepare one report. Electronic copies of the full JCR
responses can be found on the Department of Legislative Services Library website.

° Tolling Accuracy Report: MDTA submitted a report detailing the results of a one-week
accuracy study of each tolling facility, procedures in place to ensure accuracy, and methods
to remedy any errors that occur. Further discussion of this data can be found in Update 1
of this analysis.
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Appendix 2

Maryland Transportation Authority Financial Forecast
Fiscal 2022-2028

2022 2023 2024 2025 2026 2027 2028

Revenues
Toll Revenues $806.9 $716.6 $7328 $7441  $746.3 $7535 $7723
Concessions 5.8 3.9 3.9 3.9 3.9 3.9 3.9
Investment Income and

Other -16.8 43.0 7.1 6.3 6.3 6.3 6.3
MDOT Loan Repayment —

Interest 0.5 1.0 0.2 0.2 0.2 0.2 0.2
MAA/MPA Police

Reimbursement® 315 35.2 38.9 405 42.1 438 455
Total Revenues $8279  $804.7 $7829  $795.0 $798.8 $807.7 $828.2

Expenses

Operations $356.6  $387.2 $391.4  $4074  $423.7 $4406 $458.2
Debt Service 105.0 1378 1457 150.7 166.5 176.6  184.0
Capital Program 496.2 5344 6279 492.3 401.0 3349 2951
Total Expenses $957.8 $1,059.4 $1,165.0 $1,050.4  $991.2 $952.1 $937.3
Capital Funding Sources/(Uses) and Intergovernmental

Revenue Bond Proceeds $0.0 $0.0 $0.0 $255.6  $1926 $1425 $1085
TIFIA 0.0 0.0 2000 0.0 0.0 0.0

Surety Policy Expenses -1.2 0.0 -0.5 -0.5 -0.3 -0.2 -0.2
MDOT Loan Repayment —

Principal 4.7 49.9 15 15 15 15 1.6
VDOT Contribution/Grant 7.7 3.8 0.0 0.0 0.0 0.0 0.0
I-95 Interchange Partner

Contribution 0.0 0.0 20.0 0.0 0.0 0.0 0.0
Accounting Reconciliation 25.4 0.0 0.0 0.0 0.0 0.0 0.0
Total Sources/(Uses) $36.6 $53.7 $221.0 $256.6  $193.8 $143.8 $109.9

Annual Cash
Requirements® $921.2 $1,0057 $944.1  $7939  $797.3 808.3 $827.5

Annual Cash Surplus/(Deficit)  -$93.7 -$201.1 -$161.2 $1.1 $1.5 -$0.6 $0.7
Total MDTA Cash Balance $745.7  $5446 $3834  $3845 $386.0 $3854 $386.1
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2022 2023 2024 2025 2026 2027 2028

MDTA Debt
Debt Outstanding $2,083.6 $2,061.6 $2,2039 $2,399.2 $2,529.1 $2,599.4 $2,629.2
Unencumbered Cash $489.5  $5115 $350.3 $351.3  $3523 $3539 $354.6
Debt Service Coverage 4.6 3.0 2.7 2.6 2.6 2.1 2.0
Rate Covenant Compliance 3.8 24 2.2 2.1 2.1 1.7 1.6

MAA: Maryland Aviation Administration
VDOT: Virginia Department of Transportation

M MDTA provides police services at BWI Marshall Airport and the Helen Delich Bentley Port of Baltimore.
@ Sources represent an in-flow of funds to MDTA and are subtracted from Total Expenses. (Uses) represent an
outflow of funds from MDTA and are added to Total Expenses as a positive value
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Appendix 3
Civil Penalties Paid in Error
During the Customer Assistance Plan

Reimbursement Type Accounts

Full Reimbursement 43,572

Partial Reimbursement 9,523

Tolls Owed Exceeded Reimbursement Due 3,697

Total 56,792
Reimbursement Type Reimbursements Amount
Full Reimbursement (Check) $16,277  $790,221.15
Partial Reimbursement (Check) 3,484 213,839.46
Full Reimbursement (Credit Card) 27,295  1,700,956.05
Partial Reimbursement (Credit Card) 6,039 485,595.64
Tolls Owed Exceeded Reimbursement Amount 3,697 n/a
Total $56,792 $3,190,612.30

Source: Maryland Transportation Authority
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Object/Fund

Positions
01 Regular
Total Positions

Objects

01 Salaries and Wages

02 Technical and Special Fees
03 Communication

04 Travel

06 Fuel and Utilities

07 Motor Vehicles

08 Contractual Services

09 Supplies and Materials

10 Equipment — Replacement
11 Equipment — Additional
13 Fixed Charges

Total Objects

Funds
07 Nonbudgeted Fund
Total Funds

Appendix 4
Object/Fund Difference Report
MDOT - Maryland Transportation Authority

FY 22
Actual

1,697.00
1,697.00

$ 176,030,620
105,000
2,711,286
207,307
3,513,354
9,093,371
117,145,727
8,938,548
1,338,883
357,263
110,556,584

$ 429,997,943

$ 429,997,943
$ 429,997,943

FY 23
Working

Appropriation

1,707.00
1,707.00

$ 198,675,634
899,548
3,205,899
413,722
4,100,791
17,078,134
142,678,188
10,637,624
3,081,307
1,131,585
143,077,641

$ 524,980,073

$ 524,980,073
$ 524,980,073

FY 24 FY 23-FY 24 Percent

Allowance Amount Change Change
1,697.00 -10.00 -0.6%
1,697.00 -10.00 -0.6%
$ 212,840,583 $ 14,164,949 7.1%
853,189 -46,359 -5.2%
3,300,381 94,482 2.9%
490,529 76,807 18.6%
4,168,635 67,844 1.7%
12,639,859 -4,438,275 -26.0%
137,508,187 -5,170,001 -3.6%
10,807,633 170,009 1.6%
2,541,450 -539,857 -17.5%
704,835 -426,750 -37.7%
151,277,296 8,199,655 57%
$ 537,132,577 $ 12,152,504 2.3%
$ 537,132,577 $ 12,152,504 2.3%
$ 537,132,577 $ 12,152,504 2.3%
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Program/Unit

41 Operating Program
42 Capital Program
Total Expenditures

Nonbudgeted Fund
Total Appropriations

Appendix 5
Fiscal Summary
MDOT - Maryland Transportation Authority

FY 22 FY 23 FY 24
Actual Wrk Approp Allowance
$429,997,943 $524,980,073 $537,132,577

496,169,832 534,430,817 627,924,933
$ 926,167,775 $1,059,410,890 $1,165,057,510
$ 926,167,775 $1,059,410,890 $1,165,057,510
$ 926,167,775 $1,059,410,890 $1,165,057,510

Change

$ 12,152,504
93,494,116
$ 105,646,620

$ 105,646,620
$ 105,646,620

FY 23-FY 24
% Change

2.3%
17.5%
10.0%

10.0%
10.0%
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